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ABSTRACT 

Gateway to Learning is a British government 
initiative that aims to provide new guidance opportunities for adults 
through a voucher system. In Leeds (England) , Gateway to Learning 
services are targeted toward the following groups: long-term 
unemployed; short-term unemployed; people facing redundancy; and 
Asian communities. The program's effectiveness was evaluated by 
interviewing a sample of 15A individuals (577. female, 23*/. Asian, 817. 
unemployed) eligible for Gateway services. Of those interviewed, 110 
individuals had used Gateway services and (28%) had not. Many 
unemployed Gateway clients expressed very positive views and 
considered it better than services such as job clubs. Respondents 
with learning difficulties and individuals from 

prof ess io lal/managerial backgrounds felt that targeted provision 
would be helpful. Respondents learned about Gateway to Learning from 
both formal and informal sources, and approximately half wanted 
general educational and career counseling. The Gateway card/voucher 
caused a high level of confusion and some antagonism; however, a 
substantial minority of respondents felt that the card gave them a 
sense of belonging and self-confidence in confronting "the system." 
Many respondents felt that Gateway guidance had changed their 
horizons, and 75% said they would use the service again. Eleven 
recommendations for improving the program were presented. (MN) 
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Preface 

In 1993, the Department of Adult Continuing Education (DACE) at the University of Leeds was 
asked by Leeds Training and Enterprise Council (TEC) and Leeds and Bradford City Action Team 
(CAT) to carry out a research project and produce a report on 'the empowerment of individuals 
through voucher mechanisms'. The project began in September 1993 and this is the resulting 
report. The project is one part of the evaluation of the Leeds Training and Enterprise Council's 
Gateway to Learning (GTL) pilot project. A broader evaluation of the scheme is also being 
undertaken by Replan '91. 

Most of the research has involved detailed discussions with people who are registered as Gateway 
to Learning clients in the city of Leeds. Most have used the service, though we spoke to some 
who, for various reasons, had not. 

We have included, within the main body of the report, a number of case studies from our research. 
They represent a range of examples from people's experiences of Gateway to Learning. These are 
factual accounts, using quotes from clients in our interviews with them. To preserve confidentiality 
we have only given the first name of each person, and in some cases, their age and area in which 
they live. 

A summary accompanies this report. 
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Executive summary 



1. Overview of the research 

154 people were interviewed. 57% were female and 43% male; 23% were Asian and 81% 
unemployed. Many unemployed people expressed very positive views of Gateway to Learning, 
particularly when compared with other services such as Job Clubs. Respondents v^th learning 
difficulties, and oth^^rs from professional and managerial backgrounds, felt that targeted provision 
would be helpful. Some Asian people felt that language support was particularly important. 

Recommendation 1 

Gateway should continue to have long-term unemployed people as its main target 
group, and the specific needs of groups within this category, including people with 
learning difficulties, people from professional and managerial backgrounds, and 
Asian people should be specifically addressed The needs of low-paid, possibly 
part-time, individuals should also be catered for. 



2. Information about Gateway to Learning 

Respondents learnt about Gateway to Learning from both formal sources (for example. Job 
Centres) and informal sources (for example, community centres, outreach, friends, etc). 

Recommendation 2 

Gateway needs a regular flow of publicity both for clients and statutory and 
community agencies in Leeds. Publicity aimed at potential clients should be clear, 
and allow people to relate to it in terms of their own experience and needs. 
Outreach work should be an important part of providers' briefs. 



3. Why use Gateway? 

Approximately half the respondents wanted general educational and career counselling. Other 
respondents wanted specific information on courses which were available but this group also 
needed considerable support from guidance workers to achieve their aims. The most popular 
subject areas were word processing and computer skills, followed by childcare and nursery 
teaching. Other interests included electronics, youth and community work and counselling. 
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4. The Information Pack 

Many people found the pack uninformative and confusing. 75% of respondents claimed that the 
pack had not helped them choose a guidance centre. 62% did not regard the card/voucher as an 
important part of the pack. Newspaper advertisements were seen by some as more informative 
about Gateway than the pack itself 

Recommendation 3 

A redesign of the pack is necessary in order to address criticisms that it does not 
explain adequately what Gateway is about. Gateway users and providers should be 
involved in a small project group to prepare a redesigned draft. 

Recommendation 4 

The method of distributing the pack should be reassessed, so that clients get the 
information as soon as they make contact with the service, whether by freephone, 
or by turning up at the guidance centre. 

5. The Card A^oucher 

As we found with the information pack, there was a high level of confusion, and a certain 
antagonism, towards the card. 39% of respondents were not sure what the card was for. 
However, a substantial minority did feel that the card give them a sense of belonging to something, 
giving them a right to use the service. Many were Asian clients. For some, albeit a minority, the 
card gave a degree of self-confidence in confronting 'the system', however welcoming the system 
was trying to be. 

Recommendation 5 

The card should be reconsidered as part of a review of the Gateway pack, with the 
aim of making the card a more tangible part of the service. A small amount of 
additional information, including a freephone contact, should be on the card. The 
expiry date should be dispensed with. 



6. Choosing a guidance centre 

Most people chose the guidance centre which was nearest to them, though a minority were 
prepared to go anywhere in Leeds providing the centre provided specialist support. Many long- 
term unemployed clients welcomed the fact that there was a locally-based centre, and indicated 
clearly that they did not want to go the city centre unless they had to. This was on grounds of cost, 
inconvenience, and unfamiliarity. 

Whilst many people did not already know about their local centre, the fact that it was local, and not 
a large city centre institution, encouraged them to use the service. 
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The availability of childcare was viewed as essential by a substantial number of people, and 
language support was viewed as important for some Asian clients. Many people said they felt 
childcare, language support, braille and signing were important facilities to have, but did not apply 
to them. Their availability did, however, show the service in a positive, friendly light and 
encouraged people to use Gateway. 

Some people deliberately chose a centre which was not tied into its own training or educational 
provision, in order to get what they saw as an 'objective' service. 

Recommendation 6 

Future development of Gateway centres should aim at providing an even 
geographical spread around the city, with most attention directed at areas of high 
unemployment. Centres should be easily accessible by public transport. 

Recommendation 7 

Regular reviews of 'customer care' should be made of each guidance centre, both 
by centres themselves and the TEC. This should cover times taken to answer the 
phone, staff skills in customer care, the physical appearance of reception areas, 
and the rooms in which guidance sessions are held. 

Recommendation 8 

If a centre advertises itself as being open for a particular period of the day, there 
should always be someone able to answer calls and make appointments during that 
period. 

Recommendation 9 

Childcare facilities should be available at all local guidance centres, and at a 
substantial number of city centre locations. Language support and good access for 
physically disabled people should be available at key Gateway centres. 

7. Using the Gateway Services 

24% of respondents used the service more than once (for more in-depth guidance) and many 
appreciative comments were made about the informal, supportive culture of Gate way. However, 
we found only four people who had 'moved on' to a different guidance centre, perhaps for more 
specialised guidance. This seemed very low, suggesting that there was a danger of dependency on 
a particular centre/worker once people had made the first step of using the service. 

8. Before and after guidance 

A substantial proportion of our sample felt that their horizons had changed as a result of Gateway 
guidance. Whilst bearing in mind that some clients had simple and straightforward requests for 
information, a large number still said that they had become more aware of their skills and abilities. 
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and educational and employment potential. The people who expressed interest in counselling work, 
or youth and community activity, were all from non-professional backgrounds. Many of these were 
Asian and had a strong desire to work in their own contimunity in some capacity or other. Two 
were ex-offenders who wanted to do counselling work either in prisons or with ex-offenders. A 
very large number of people who had few, if any, formal educational qualifications wanted to get 
into higher education with a view to some form of community-related job. The guidance process 
helped them to realise that it was achievable and realistic for them to aim towards this. 

The vast majority of people we saw were doing something different, to some degree or other as a 
result of Gateway. Gateway itself was often one element within a major change taking place in 
people's lives, though it would be fair to say it was often the decisive element in helping people to 
change their situation. 

9. Continuing support needs 

75% of respondents who had used Gateway stated that they might need guidance again in the 
future. 

Recommendation 10 

Resources should be made available for a city-wide Gateway magazine, aimed at 
existing or potential users, to keep them informed of current developments in the 
service and of training and educational provision, including grants, in the city. 

Recommendation 11 

Providers should identify clients who may need follow-up and on-going support. 
This may require staff resources devoted to such client support. 



12. General responses 

We asked people for general comments on Gateway and these were mostly very positive indeed. A 
lot of people had already recommended the service to fiiends and relatives. In most cases, people 
recommended that friends just turn up at the centre, or alternatively ring up. However, the 
availability of guidance staff on a fairly ad hoc basis at South Leeds was clearly important to people 
who disliked the 'appointments' system, or who did not have access to a phone. 
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1. Introduction 

Gateway to Learning is a central government initiative, tlirough the Employment Department, 
which aims to provide new guidance opportunities for adults. This is the second year in which a 
number of pilot schemes have been launched in diflferent parts of the country. In each case the local 
Gateway project has been managed by a Training and Enterprise Council (TEC). Some features of 
Gateway are common to all pilot schemes, although there is quite considerable scope for adapting 
to local circumstances. For example, each Gateway pilot is expected to identify 'target groups' for 
whom Gateway services will be aimed, although it is largely up to the local TEC to decide precisely 
which groups in the community will be thus targeted. In the case of Leeds, the original target 
groups agreed by the TEC were a) long term unemployed; b) short-term unemployed; c) people 
facing redundancy; and d) Asian communities. 

A common feature of Gateway pilots is the use of voucher systems to provide access to Gateway 
services. While most, if not all schemes, make use of plastic cards to function as 'vouchers', some 
pilot schemes inscribe a monetary value on the cards, roughly equivalent to the cost of one hour's 
guidance. Typically, a member of one of the target groups would present their voucher/card at a 
Gateway centre and be provided with approximately one hour's worth of guidance, effectively 
'cashing in' the voucher. The cost of that particular guidance session would then be 'redeemed' by 
the provider making a claim to the local TEC. In the case of Leeds Gateway, the system is slightly 
different. The plastic cards do not show any monetary value: only the person's name, and an 
identity number. The card may be used as many times as the client desires, although the card does 
indicate an expiry date. However, the card may be renewed after the expiry date. 

One of the main purposes of the research, at least initially, was to evaluate how effective the 
card/voucher system was in 'empowering' individuals. This was taken to mean giving people in the 
target groups a sense of control or power in both choosing a particular guidance provider and 
making use of guidance services. A key theme in Gateway nationally was the idea of extending the 
market for adult guidance. By creating a greater number of providers, and then giving potential 
clients access to this enlarged market through information packs and vouchers, this would, so the 
argument runs, empower individuals who previously had little knowledge of the range of guidance 
services; the voucher/card would be part of the empowerment process whereby people could 
choose a range of providers in their town or city, rather than being dependent on one traditional 
guidance provider, whoever that might be. The guidance centres themselves were expected to ^ve 
unbiased advice about opportunities available to clients, rather than favouring their own institution.- 

In Leeds, there were, initially, 15 providers within the Gateway network including colleges and 
universities. City Council guidance services (at first only in South Leeds, and the Opportunities 
Centre in the city centre, but later in east Leeds) as well as some private providers. Several of these 
were new to guidance, whereas others (notably colleges and universities) had provided a long- 
standing guidance sendee, but usually mainly aimed at their own institution. Gateway involved a 
major cultural change for existing providers insofar as they were expected to provide guidance 
about opportunities which might be available in other centres. It was also a major task training new 
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staff in guidance centres and institutions which were completely new to the concept of adult 
guidance. 

While a majority of the guidance centres provided services to all members of the four target groups, 
and in many cases a free service to other Leeds city residents, the exception was the South Leeds 
guidance centre based at Tunstall Road Community Centre. This particular project was financed by 
the European Social Fund (ESF) and was specifically ear-marked for long-term unemployed 
people. Considerable resources in terms of staff and publicity were put into the South Leeds 
Guidance Service, and the facilities came on stream in advance of other Gateway centres in Leeds. 

The Leeds Gateway to Learning project involved the marketing of a city-wide guidance service, 
which was done through newspaper advertising, local radio and targeted publicity in community 
centres, libraries and job centres. It was assumed that a large number of Gateway clients would 
come to the service through use of a free phone service, staffed by South Leeds Guidance Service. 
The potential client, providing he or she was in one of the target groups, would then be sent an 
information pack which included the card/voucher. The pack contained explanatory material about 
Gateway and a list of the providers, showing what facilities they had (eg creche, disabled access, 
etc) and when they were open. The potential client would then exercise their own judgement in 
deciding which guidance centre to use. He or she would ring up their prospective centre, or call in, 
and make an appointment. In fact, most Gateway clients in the first months of the scheme were 
recruited by outreach work in the South Leeds area, creating a number of difficulties with the pack, 
which we detail in the report. 

In 1993, the University of Leeds Department of Adult Continuing Education (DACE) was 
commissioned by Leeds TEC and Leeds and Bradford City Action Team (CAT) to consider issues 
of 'empowerment' of individuals through voucher mechanisms. This was to be achieved by 
interviewing a random sample of Gateway clients, including those who had been registered (that is, 
had received a pack) but had not used the service. It was initially proposed to do this by a 
combination of personal interviews and postal questionnaires. A draft questionnaire was produced 
but, after discussion with the TEC and Gateway providers, it was decided that a postal 
questionnaire would present serious difficulties for several reasons: its length, the unfamiliarity of 
clients with the concept of 'Gateway', and the varying degrees of literacy among Gateway clients. 
The client group ranged from people who had very little English to people v^dth high level 
professional qualifications. A postal questionnaire would also have inhibited in-depth discussion 
which was felt to be an important part r>f the survey. In our interviews, we found that people were 
prepared to explore aspects of guidance which no questionnaire could possibly have allowed for. 
We were able to record these discussions as they took place, and several are reproduced as 
extended quotes or case studies in the report. 

The research project was managed by a group comprising representatives of Leeds TEC and Leeds 
and Bradford CAT, together with the DACE staff research team. The questionnaire was designed 
through discussions with the TEC, CAT, Gateway providers and colleagues in DACE. We 
produced a draft which was piloted with some Gateway clients, amended and then further amended 
following interviews with five clients. The majority of people were interviewed face-to-face. A 
few others were interviewed by telephone. As the team were aware of gender issues and the main 
researcher was male, it was decided to use female interviewers for as many Asian women as 
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possible, and for white/European women who requested a female interviewer. 
In the early stages of the study, we sent a letter to all Gateway clients (then 327 individuals), 
informing them about the project and asking whether or not they wished to be interviewed. We 
enclosed a pre-paid envelope and reply slip. A total of 70 people sent the form back saying they 
did not wish- to be interviewed, 32 individuals indicated that they would like to be interviewed. We 
suspect that those who did not wish to be interviewed were suspicious about 'official' intrusion and 
possibly uncertain about what 'Gateway' actually was. Naturally, we respected the wishes of those 
who did not want to be interviewed, and arranged to see all those who did. The number of 
Gateway clients expanded considerably after this initial survey, and we simply contacted new 
people at random. We rang people up if they were on the phone, explained what we were doing, 
and encountered no negative reaction. Where people were not on the phone, we called and talked 
to them on the doorstep, arranging to come round when it was convenient. 

Most interviews were held in people's homes. In several cases we saw individuals in community 
centres, such as Tunstall Road or the Opportunities Centre. 

It should be noted that certain aspects of Gateway to Learning in Leeds have been modified during 
the course of our research. The target group categories have been relaxed, and Gateway to 
Learning is open to all Leeds residents, although the South Leeds centre taters solely for long- 
term unemployed people, due to ESF funding requirements. 

We found ourselves being asked, or obliged, to intervene in some individual cases. In a very small 
number of cases there had been a problem with the guidance people had received, and we relayed 
tbis information to the TEC who responded accordingly. In most cases we tried to assist people 
V, no had particular difficulties with some of the follow-on activities resulting from Gateway 
guidance. Sometimes this involved liaising with the guidance provider, or with the TEC. We 
suspect that some of those we interviewed who had not used the service were encouraged to do so 
following a discussion about Gateway, which may have helped them realise what the service was 
about. 
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2. The client sample 

This section is intended to give a breakdown of the numbers of people we spoke to, and their 
particular circumstances and backgrounds. 

A total of 154 individuals were interviewed,. We spoke to three people more than once, making an 
actual total of 157 interviews. The interviews were usually carried out face to face, although i:. 
some cases, individuals were interviewed by telephone. The names of respondents were chosen 
from lists supplied by Leeds TEC. We sought to achieve a reasonable balance based on age and 
gender, and on the basis of the Leeds TEC target groups (see below). Sixty six interviewees were 
male and 88 were female. These included 9 Asian men and 27 Asian women. Of those 
interviewed, 110 had sought guidance. 



Michael, Leeds IS 

Michael hodl been working as a teacher for some yzan and voluntarily resigned in September 
1993, He was memployedfor three months before contacting Gatewc^, 7 was going through 
what you'd caHl a 'mid-life criw*' I wanted to make a major reapprmsal of my life/ He was 
interested in a range of possibilities^ focusing on guidance and cui^ce work, 

7 had heen looking around in the wilderness. Gateway to JUaminggave me something to get a 
handle on, Ii*s wry exasperating getting good advice if you*re over 2if\ Michael had an initial 
chat wlihpeople at the Of^rtuniaesOmtre who recommended Leeds Metropolitan Vnbfetsityfor 
more detailed help. The pack had not been much help. 

ffewaspleasedwith the guiifyince he gotatlMU, Thil talked my language; it was a really 
important meeting far me. 'Michael has had a number of guidance sessions with IMU and has 
used the JiigCal psychometric testing, Tve become more knowledgeable; we*ve filtered through 
vmous optiom (hxifs the nme of the game, isn't it?' Michael used the actim plan devised by 
IMU to he^ him plan hisproj^ss, 

Afier looldng at options, Michael identified counselling as hisfa\fOured choice. Be has applied to 
do theJOiphma in Careers (hddeme at Buddersfield University, and is looking at the ptissibility 
of *work shadowing' with someone in adult guidance, 

'/ feel a lot more confident and a»are of my abilities. The service has helped me come to terms 
with what i*m doing in my life,, ' 
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John is S2 md has been mempf^yed for ymrs. He ms be^mmg to pve up hope *bmm0 of 
nty age\ he heard about Gateway through the Job Plan workshop at Eastgate. 7 went datm to 
Ttmsiall Road and saw Jam, Itwas good having it reeammeaidedio me/ 

John wasn't sure ycktf the card was for mdhcdairemfyhadhisftm tntersim before 0m pack 
arrived He has used the service twice, and through this has got onto a Warehousing md 
Distribution course at Sweet Street training; centre. 

Tm highly satisfted'with the service. The peopie were genuine^ interested md wanted to heip, * 
John has already recommended the service to his friends. 'It has helped me considerdbfyt though 
I'm stiil a bit vague aboia whai gateway to Learning realty is. However, Fve nothing but posiUve 
things to say about the service I have had It's the one thing that offers a package to m 
mdividual. For mejt's been a process of realisation^ 



Bany, Ctossgates 

Barry is 50 cmd has worked for twelve years as a publican. Meha$beenmemptoyedfi>rafew 
months and a friend told him about Gateway, JHe rang the freephone and arranged to go to 
TunstedlRoad 'jf had no idea what f wanted to do. f just wanted to make a start and see wkd was 
around One possibility was coach drmng. * Barry cbd the psychMtetnc tesi^ng and various ideas 
came up. One was painting atui decorating. Asa result he is starting a painting and decorating 
course at a locc^ college. Vatewcryisaverygoodidecu ttpuimetmtosotnethingihatiwtmldnH 
have thought ofon my own, but I'm really Iceenm doing/ 



The four categories adopted to identify target groups were people facing redundancy, Asian 
people, short-term unemployed and long-term unemployed. A fifth category 'others' included 
people in part-time work, self-employed, at college, or other circumstances. This was not a target 
group, but simply a general category. 

Six people were interviewed who were facing redundancy, and 36 Asian people. We saw 20 short- 
term unemployed and 85 long- term unemployed, and seven'others'. It should be noted that most of 
the Asian interviewees were long-term unemployed, or unemployed but not registered. 

The great majority of the individuals seen in the first three months of the study who had sought 
guidance were clients of the South Leeds Guidance Centre, which started its 'Gateway* service 
before most of other centres began operating. In the later stages of the study more clients who had 
used other centres were seen. The actual numbers seen fi-om different providers are shown in Table 
1 . This does not reflect the total number of interviews, since 44 people we spoke to had, for 
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various reasons which we identify in Section 4, not used the service at the time of interview. In 
some cases, people had used more than one guidance centre. In the following table there are more 
interviews shown by guidance centre than the total number of people interviewed who had used 
the service. This is because somt people used more than one guidance centre. 



Institution 


Men 


Women 


Total 


Airedale and Wharfedale College 


6 


4 


10 


East Leeds Guidance Centre 


1 




1 


Jacob Kramer College 


1 




1 


Job Training Services 




1 


1 


Leeds College of Technology 


1 


1 


2 


Leeds Metropolitan University 


2 


3 


5 


Opportunities Centre 


8 


5 


13 


Park Lane College 


3 


3 


6 


South Leeds Guidance Centre 


32 


39 


71 


Thomas Danby College 


3 


2 


5 


University of Leeds 


1 




1 


Totals 


58 


58 


116 



Table 1: Breakdown of interviews by centre and gender 



Atf^eia^ 21, has been at hmte with two chiidtenfor a Jew years, l*ve got <me at play sckooi 
and my hushtmd helps mth the other. It moans I was able to da something^ at least m a part time 

She rang Park Lane College and arranged for a Gateway interview. She was interested in an 
access course, hut hadm jixedideas. *I started doing maths, history and psychology at 
Fwiclme, Bi Utejuture I'dUh to go to mmrsityanddo a PGCEmtrs^ foget into temhmg, 
Ifshrillianfl A really good scheme. 
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3. Where people heard about 'Gateway' 



We asked people where they had heard of 'Gateway': was it through 'formar channels such as the 
Job Centre, or through advertising, or through informal networks of friends and neighbours? 



i^^^SSilHHSIIBIIiiHiBIHiill^lBI^H 

Der^k 47, hadbem inpri$onimdv>hen he came out ivas mic^spifiyed 7 was dbing nothing md 
had m ambitions. But / \wnt0d fo 4o somthng, md when I vm tmuk n occurred t& me that / 
cotdd do some coimselUngwco'L* 

A ieaftet ^out Gateway came through his letterbox, "This stimulated me into actiom / probably 
wouidn't have done anything otherwise, * 

DereksawRobat TunstaURoad" *he took time to talk to me'. From the <Uscussionswii^Roh, 
Derekhas sifted up /ora basic coumell^ skills course at Burton Road fyatningCeftire, He is 
also interested in dbinga course to )mi»t>ve hts'wntittg skilts, *A 'very good scheme. / msk m had 
it a few years ago; Vve told other people to get themselves down there!* 

Sources of information about Gateway varied during the period of the project depending on 
particular initiatives taken by the TEC and providers to promote the service. By far the biggest 
initial tranche of 'recruits' came from outreach work carried out by the South Leeds staff Also, in 
the early stages of Gateway, a substantial number of people responded to advertisements in the 
local press, including the local free paper. A number of people had the service recommended by 
friends or relatives. In addition, a growing number, during the survey, were recommended by the 
local Job Centre. In at least one case, involving a person using Guiseley Job Centre, attendance at 
a Gateway interview was compulsory. In the later stages of the survey a large number of people 
used the Free Phone service after seeing a large advertisement in the Yorkshire Evening Post. 

Very few people responded to leaflets dropped through the letterbox, although this does not 
necessarily invalidate that particular approach. Many people may have had a leaflet through their 
letterbox and not responded immediately, but could have been 'softened up' when approached in the 
street or through community centre publicity. No-one said that they were directly attracted to 
Gateway by the advertising with Yorkshire Rider buses, but again the effect may have been 
subliminal! 

The publicity bus in South Leeds attracted a number of recruits to 'Gateway', and appears to have 
been a resource well used. 
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Anne, Headingley 

Amte is ummployed and has been doin^ courses in Teaching BngUsh as a Foreign Im^age and 
also computing at a local training centre. She heard about Gateway at ihe centre. She was hoping 
todoaBA in English and philosophy but -wasn't sure of the route. *I used thejreephone mid I got 
a pack I rang Leeds Metropolitan University and arranged to see them, i chose there because I 
knew of it, and it was easy enough to reach. Since I wanted to do a degyee it the obvious place 

She found &te facilities good, and the sk0friendiy. She isnow doing BtgJi^ A level at Park 
lane, and Introduction to Philosophy* at IMImpwi afOpm lemving, Bf Febrmy she started 
a Politics course, 'ft was very good During the interview the guidaatce worker rang up a 
colleague to arrange to have one of my essays in philosophy evaha^ * 

Anne wmts more information on grants but is cptimistic about being able to achieve her ambition 
of doing a degree *as an end in itself. She has already recommended Oateway to her neighbottr. 



Jftosematy, ^eeston 

Posemary, SS, has been at home looking after the kids *and doing the adlotment*. She wanted to get 
into voluntary work possibly working with chiUb-en. She had no idea what sort of course she could 
do, 'that's why I went down*, 

A friend mmUoned there was an open day at Tunstall Road centre, and she went down, tt washer 
first vissi to Tunstall Road, though she htew of its existence, 7 bought itwasa small community 
centre mainly for Asims'. Her reaction to the centre was that itwasless '<^pe«' than the publicity 
suggested: *Uw(t& a bit tike a dosed community when I weminK However, her reaction chan^d 
when she met a guidance worker md had att initial chat, followed by fitriher support inclwUng 
psychometric testing, Tve got a very good relationship with my guidance worker, I see Edwina as 
more tike a friend than a 'professianaV, She's been really good. ' 

The p^ arrived after her first interview. She fauna much q:lt repetitive but not very informative, 
'I still feel that f don't know much about itK She did find tite card helpful 'It gave me <^tdence 
to go into the centre'. She ismfw planning fiydoapre-schoolplaygroup course, and alsoafa^ 
aid or gardening course, in the long term, she wants 1^ get back intosciences 

*U seems great for pe<^le with no qualificatiotiswho are looking fco' a jo^ which is m&^iSUed ft^s 
more difficult for people with qualifications, the Jobs aren't there. Finance isalsoa^hkm^ 
particuhrly with young kids who needchildcare/ 
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Source 




Friend 


20 


Advertisement in the paper 


24 


Community Centre 


40 


Job Centre 


18 


Job plan workshop. Restart, Job Club 


12 


Benefits Service 


3 


Leaflet in the street 


7 


Leaflet at home 


7 


Employer 


7 


Publicity bus 


6 


College 


7 


Church 


J 


Others 


12 


Total 


166 



Table Two: Sources of information about Gateway to Learning 



Elimbethmddleton 

7W fmm on the d>iefcr mm yeats, tmr^^dv^ith various bits itrtd pieces tike market 
remxrck } wanted some mtofdum^ but I'm still not sure yet what it lizhear4ab<ntt 
Gateway throttgh the publicity bus parked at Middleton Circus, She taranged to go dawn to 
Tuttstail Road afui did the Mg-€alpi0^ometriciest, After that she got the pack an^ ^Tm 
su^idotis of bits ofpfasUc, X thought it wasatmion card! Seem very formal and *big brother' 

At the time w ^poke to her Liz was plantfingt&go back to the centre with her completfidMig^ 
form^ TaU^tig to you has it^iredme to carry on with it!* She added ^ U*s *udamgpodi(ka to 
*go back\ Tou have a totally different attitude; education was wasted on me when I wm younger, * 



Commentary 

Our survey shows that, during the life of the research, there has been a substantial improvement in 
the awareness of various bodies as to what Gateway is. This is particularly the case with Job 
Centres, but also with a growing range of other agencies more peripheral to guidance/training such 
as youth clubs, community centres, and libraries. 

The clearest message is that a combination of consistent outreach work combined with good quality 
newspaper advertising offers the best means of contacting the current target audience. The 
exception here is those facing redundancy, where the employer is the key agency, working in liaison 
with the Recession Task Force. 
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Jem, Be^stm 



'/ was at fume bringing upyomg lads, and J had a vague ambition tQ get into prqfesmomi 
childmimSng. I saw the ad in Leeds WeeMy Mews and rmg xtpJJean went to Tunsikdi Road centre 
a couple of times. 'First it was a general vhat. the next time a more deUxikd discussion, AS the 
possibie i^pc^tunitieswere pointed out to me/ 

Jean decided to enroi on an NVQ City andOuilds course in chOcbnimMng at Burton RaadCentre. 

'Then the problems started they didn't hiow I was coming and I had to come back for mother 

inten^iew. The chikkare facilities have proved a probkm, iromcatfy, Vme 

is an hour ot htnch when the creche ss closed and ^re are no prqperfacihties for mums to look 

<tfterkids,* 

'Gateway itfelf is a good service, rye told tm of no^ friends with young kids, andthey*ve hem 
dawn, rve also dam the confidence building course at Tunsfall Mood, * 7t's important to be clear 
about thefoSo /-j^; to be sure of childcare and hours and thmgs like that. ' 



Babeena, Beeston 

7 was at home, near to a breakdown} I was thingnothing. t phoned some of the colleges but they 
didn't seem very he^ful / wanted to become a beautician hut I didn't know hmt> to start, ' 
Rabeena^sfadter suggested:^ should go down to TumtallHoad 'J met Bdwina and wronged to 
come hack for apmperinterrnew, I wanted general information on courses, so I could do a 
fulfSiingJob^ mo^bego to university, * 

'!fihadn*tcme dawn to Tunstalimxd, $wmldn*t have had ^ cmfitknce to go anywhere else, I 
wpuksMgo into the city centre, fheperscmal coatad with Edwina was most in^tortanL* 7hadfo 
push myself ^get in, coming round the back where the kidswere. But I was som put at ease. ' ^ 
Bdwinahefpednm a iot: she helped me make up my own mind i gave her an idea, and^ put it 



MbemaU ^ing an m^Q iandZ Business Administration cour,^mdpkm to go Mo higher 
^cation Men at l^fU, with the Business Ifitenmi<mdproJect, Ucmseeaht^hernaw, I 
diou^ I was tt)ooldfor die heau^ and health business, bmlivn see now ih^^ 
pos^bk Im^start a business inPaktstatt * 7 would broachast it frm an high! It's been very 
hetpfid, rt should continue and be mtim-wide, open to everyone. There are lots of unemployed 
people armndwith nothing to do, and it's ideal for them. * 
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4. Why people don't use Gateway to Learning 

We asked people whether or not they had used the Gateway to Learning service, and if they had, 
what particular motivation they had. Forty four (28%) of our respondents had not used the service 
and we asked them why. Their responses are presented in Table 3 below. 



Reasons 




Started a course 


8 


Group introduction but no follow-up 


8 


Started a job 


7 


Going to use it soon 


6 


Not suitable for me 


3 


No answer 


3 


No apparent reason 


4 


Doing other work (eg business) 


2 


No-one at the centre when visited 


2 


No transport 


1 


Total 


44 



Table 3: Reasons for not using Gateway to Learning 



What are the barriers? 

The degree of self-confidence shown by Gateway users was very varied, and it is important to be 
aware of the barriers which appear to be preventing some people from using the service. We would 
suggest that some non-users may have been more inclined to use the service after talking with us; 
human contact, in an informal environment, is a major strength of Gateway and we hope our 
research had some practical effect in encouraging people to take up the service. 

We found that many people mentioned their first impressions: did the centre seem welcoming? 
Was the telephone receptionist fiiendly and helpfiil? Many people specifically said how helpfiil the 
fi-ee phone staff were. Equally, a bad experience at this stage can put people off entirely. 

We tried ringing the fifteen guidance centres on the information pack list, and we found a wide 
range of responses. Only two of the fifteen centres could handle an enquiry immediately. In three 
cases there was no answer; in other cases there was an answering machine, and in a few other 
cases the relevant staff were out to lunch (despite advertising the centre being open through lunch). 
In some cases reception staff were clearly unfamiliar with Gateway to Learning, and were not sure 
who to contact. In some cases we were promised that someone would ring back - which is only 
useful if you are on a phone, and not ringing from a call box. 
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It should be stressed how important it is for people to feel that a guidance centre is welcoming and 
its staff are relaxed and friendly, whilst being professional in manner. People should be seen in 
comfortable, and private, surroundings. Providers should not under-estimate the significance of 
informal pleasantries such as offering a cup of tea. This seemingly insignificant courtesy marks a 
very sharp distinction fi-om the formality of Job Centres and other government 'schemes' which 
often seen clinical and formal, and possibly hostile, to people. Furthermore, the fact that Gateway 
is non-compulsory and fi"ee is regarded as a major 'plus' for many people. 
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5. Why people use Gateway? 

We asked the 1 10 individuals who had used the service, what were they looking for. For example, 
was it for a specific course or job, or was it more general guidance, help with a career change, or 
getting back into the jobs market after bringing up young children? The questionnaire identified 
several reasons and respondents were asked to tick as appropriate or to amplify. 



Undot MSddleion 

'/ was ^bing nothing. / had worked as a care assistant and thought it would he good to haye a go 
at computers, A frimd told me about Gateway: she hadalrem^ used it and said it was good So I 
thought why not?' The centre at TtmstalJ Road is handy, it's on a htts route, you donU have to go 
into town. The creche is very important; my friend has a young dUld and she C0uldn*t da it 
without childcare. The canteen facilities helped too. It was a nice friendly atmosphere. The card 
really made me feel that I had a right to use the place: I am a bit shy, but people made me feel 
welcome and relayed' 

The guidance helped Linda find a suitable course. She is doing three sessions a week on 
computing, and three m literacy skills. Sfie wants to do some part-time coasting work after the 
courses end 'The people are really helpful and kind They don't put you down. Brilliant, The 
Personal Development Plan was al>o very useful // helped you keep a record of what you were 



Figure 1: Type of information sought 



Specific 
information 




General training 



Job information 



General 
education 
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Jattf CotAngUy 

'I've been vnemployed for two years; before then I worked at Rentploy. Someone name to the 
hostel where I live and told me about this scheme, * 

Ian, who has learning dijfficuliies, went to Tunsiall Road <md met the guid^.dx staff: ^Ihey were 
very helpfiiJ^ and it gave me a broader outlook I want to do mmethin*'^ imftd in emnmmity, 
voluntmy. For work, I would like to get something like packing * 



People's specific enquiries included the following: 



Childcare and nursery opportunities 


8 


Media 


4 


Counselling skills 


4 


Electronics 


5 


Word processing 


9 


Teaching 


3 


Youth and community work 


6 


Crafts 


2 


General office skills 


2 


Literacy/English 


9 


Sports 


2 


Care assistant 




Radiography 




Baking and catering 




Driving instructor 




Management 




Business start-up 




Sales management 




Access course 




Careers guidance 


3 


Police 


1 


Total 


69 



Table 4: Specific enquiries through Gateway 
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community, as counsellors, guidance workers, or community workers. Only a small number 
wanted guidance on jobs alone; one person was given the wrong impression by a Job Centre that 
Gateway was a work placement agency. Two others were unwilling to undertake a course, and 
only wanted employment information. 



PaulfBeeston 

Paul 'was unemployed £md was 'lookiftgfar help. / just wanted someone to point mein&te 
direction of a Job V He 'stumbled across* Gateway at the Job Centre. They suggested but didbiH 
sciy where he could find it Tirst of all I went to Burton Road, and they sent me on to Twistall 
Road I sm Rob. Vve worked in the building trade as a Joiner, and I wanted to branch <iut m 
self-employed But I didn't know what I could do, L. *It's important that the centre is locai I don't 
always have the money to get into the city centre. Everyone at TunsicdlRdad was great; both 
receptionists were very helpful. ' 

Paul did the p^>ckometric tests and was surprised at the results. It came up with some 
vmexpeded things- I didk*t want to go back to building wor^ and it suggested warehousing 
management, *»/Once I had seen what J wanted to do, J went down to the Job Centre very 
Jreqtmdy, mdBoh he^dme check the Job cards,. Much (a my surprise a job came up asa 
wm-efKmsmg manager^ m hiji and public address systems. Jtwasa full time Job, and I went down 
for an interview and got the Job! I started this week/ 

in odMUon to getting the Job, Paul isalso looking at improving his (pmlificatimis by doing m 
WQ course in warehousing, and also in personnel management 

Tve already recommended Gateway to a friend, and he's been down Jfs a very worthwhile 
scheme andshouldbe therefor evetybody, and widely publicised It shoukini be just short tern. 
Ymr^erpet^h would benefit from it if they get the sort 0/ service lg<^ n would he a great help 



22 



ERIC 



Empowering Individuals? 



Mansel OftHngiey 

*Vm 46 and Tay/ttrtjiture business colkpsed thr^e months ago. Before then, I'd worked as an 
^n^n^erfor Yorkshire Rider and was made random (here <0er many years. IJme m i^uaiifica- 
tiom^ I decided! wanted to be a counsellor^ do something person centred I needed to do relevant 
courses, like Ef^sh, Maths, Omputing, ComselUng Skills/ 

*} heard about Cate»tri^ in the local pc^r, trangupandmttngedtogodhm to Tumi^llMaad; 
it's quite easy to get to from here. The guidance was good^ hut wold have had more depth to it 
However^ it*sa very good scheme, and allows people to have access to relevant informatim 
relating to their Juiur^, idi(M*t know anything o/that two years ago,* 

Mansel has startedd(mg<K^SBand^vordprocessing at Joseph Priestley College, Hewantstogo 
onto do an access course to prepare for counselling work. 



Ken was unemployed and looking for a change in direction perhaps doing part time work, 
possibfy with young people. The Job Centre suggested Gateway. I rang up and got the pack. Td 
worked as a photographer in the past, Xfrmcied doing some CCSEs to get into youth m»'k and 
thought thts could help. ' 

Xen has childmin(Ung responsibilities, and the awdlability of creche facilities at Airedale and 
Wharf edale was vital: 'It was tremendous, it was a big factor in me deciding to go to ^liot centre, * 
The guidance stt0 suggested Ken ^lould get some basic qualiftcatiwxs, TmehingfotO'OCSEs^ 
the ooliege: the si^pport I have had has been wmderfiil The J<A Centre was also he^ftil l^ou^ 
my Restart interviewer had never heard of it. They thought it was some sort of outside thingt* 



Commentary 

Although we drew a distinction in the questionnaire between 'training' and 'education' most people 
treated the two as interchangeable terms. Thirty eight people had no specific course in mind: they 
wanted to explore possibilities, rather than opt for a particular training or educational course. 

Of those who did have a particular course in mind, no single area emerges as substantially more 
popular than others, although computing/cffice skills, electronics, childcare, community and youth 
work and counselling skills featured most prominently. Other courses people were looking for 
included business studies, midwifery, catering, and teacher training. Many of those saying they 
were interested in community and youth work, and in counselling, were from non-professional 
backgrounds. Many Asian interviewees expressed a strong interest in working with their ovm 
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6. Alternatives to 'Gateway' 

We asked interviewees whether they would have sought guidance if Gateway had not existed, and 
where they would have gone. Twenty-four people would not have sought guidance. The 86 
individuals who would have sought further information would have done so from the following: 



Careers service 


y 


Job centre 


51 




7 


Library 


10 


Community centre 


19 


College or university 


23 


Friend 


1 


Probation officer 


1 


Potential employer 


3 


TEC 


1 


Asha Centre 


4 


Not sure but somewhere 


2 


Total 


112 



Table 5: Alternatives to Gateway 



Commentary 

A total of 24 individuals said they would not have known where else to go. We would suggest that 
the actual figure is probably higher than this as people do not always like to admit that 'they don't 
know*. Among those who suggested an alternative, the Job Centres were by the far the biggest 
category, followed by libraries and community centres. Few of the alternative centres named 
provide actual guidance, but the lessons are that a) Gateway is providing a service that people 
would not otherwise have access to, and b) that libraries, job centres, community centres, and other 
'community' facilities should receive regular information, and briefings, on Gateway, in order to 
direct people to the appropriate place. 
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7. The Information Pack 

The information pack contains an introductory leaflet about Gateway to Learning, a list of the 
guidance centres in Leeds, with symbolic representation of their facilities (e.g. childcare, disabled 
access), a statement of satisfaction covering 'customer care' issues, and the plastic card/voucher. 
The packs are sent out by the TEC following requests from potential clients via the freephone, or 
from guidance centres who receive 'walk-in' enquiries. 



Dime, Rothweil 

Diane is 19 and heard about Gatewc^ from a worker in her local Youth Ouk She had been doing 
a BTEC ftationahn Social Care, andwas hoping to get inioyouth work She was interested in 
finding mt about prther courses or job opportunities^ She was interested in doing a Touth and 
Community Work degree at Leeds Metropolitan University. The university said I was too young. 
IJjey weren't helpjitl and I felt unwelcome. I was very unsure about what to do next ' She received 
a pack md while finding it easy to understand, said she wasnH asked io show her c<:o-d */<*<s^'< 

Diane used two different guidance centrea. The first one was Tunstall Road; at that time Thomas 
Danby, which she used later, was not open as a Gtt centre. To her, it was importmt that the 
centre was near where she lived, but it was very important that someone had already recom* 
mended it It was also very important/or her to see it as a friendly ptcKe to go. The fact that the 
centre provided language si^>ca-t, crechefaalities, signing and Braille were all seen as being 
very important, though none e^Hed to her, 

*At TunstaU Road Jane told me about *Route to Qualification m Youth Work*, though this wasn*t 
suitable because it was anyone day aweek* Diam later went to ThomisDfmby centre, and her 
^riehce there helped us to make a direct comparison of h^reacUons to the two centres. 

Both Tunstdll Road and Thomas Danby were very friendly andwekoming^ thou^ Thomas Danby 
had more ir^ormation on the grants system. Both centres alla,/ed her to make her own choice 
ahoi 't €^p!portunities, but neither he^d her become any mare aware of her awn skills and needs, 
in her comments on the two centres, importani differences did, however, emerge^ ^ftmstaU lioctd 
j^poke to me like an adult, Thomas Danby ^poke to me a bit Uke a student But it's a lot easier 
havinga centre in college^ close at hand* 

Diane finishes her BT&: course in June and has nothing so far pkmned after that. '/ know more 
about what Jobs are on offer. / want to do a course which is higher than BTEC but lower than 
degree level In the future I'd like to run a youth chtb or well women's centre, or eh counselling or 
work with young offenders' 
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Sue^ Middleton 

Sue, $^ has bem at home with aymn$ child/or some time. She wanted to do something, perhaps 
in one oj the caring professions, bid she had no definite idea, ^perhc^ communis work or youth 
work\ She -sow the publicity bus at Middleton Circus and met ihe sta0<m the bus. She wronged 
to come dam to fwnsiall Road for amore detailed cJmt^ in ihe knowledge thatchildeare was 
avaikbte. She did not find ihe pack usejui but had already inmk contaci mth Gaiew<^ be/ore it 
arrived *2he guidance M'orker, J?<?4 he^edme to rebuild my confiderice. I've been ot^qfrnff-k 
for someyears andyoufor^t your abilities. It wasa kmgjf^ocess, wuilwent back afow nme& ' 

As u result of the guidance Sue is ma ^Return to learn* wurse <tt Parklme mn&c ift Middleton 
-SSie is hoping to doa/uU time course at Leeds University in leisure Studies. She also wants to do 
some youth work as a football coach, and is planning to stmi a course atElhmdRoadospart of 
Adult Training in Sport. 'Childcare is vital for me to achieve my ambitions. J also need to be sure 
I can get a grant-' 



The information pack is an important part of Gateway to Learning. For many people, it is their first 
introduction to the service, and it could determine whether or not people decide make contact. 
We asked people to respond to a series of statements indicating whether they: a) strongly 
disagreed; b) disagreed; c)weren't decided; d) agreed; and e) fiilly agreed. For the purpose of the 
following table we collapsed responses into those agreeing and disagreeing, in order to highlight the 
responses more clearly. 



Statement 


Number 
agreeing 


Number 
disagreeing 


I already knew which centre I would use before the pack 
came. 


76 


26 


The pack helped me choose a guidance centre 


26 


76 


The pack was easy to understand 


90 


12 


The card is an important part of the pack 


40 


62 



Table 6: The information pack 
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A large number of people had already been recruited, usually by outreach work, before they even 
got the pack through the post. Clearly in these circumstances the pack would not be seen as very 
relevant, particularly to those who had a Gateway interview and had no further need of the service. 

In the later stages of the survey we saw an increasing number of individuals who were more 
dependent on the pack: those who had used the Free Phone for information on Gateway, and got 
the pack as their first introduction to the scheme. The responses here gave grounds for serious 
concern. A large number found the pack of little help. While the list of providers was helpfial, 
many people said they wanted more information on what each provider was offering. Crucially, 
many people said that the pack gave inadequate information about what Gateway itself was about. 
In three cases we were told that the 'Evening Post' advertisement which appeared in January told 
them more about Gateway than the pack itself! While everyone said they read the pack, we would 
urge that this is treated with caution. Few people had looked closely at the 'Satisfaction of Service' 
leaflet within the pack, and we suspect other parts of it were not referred to either. A large number 
of people did not see the plastic card as being a useful part of the pack, and an even greater number 
were not sure of its usefulness. 

However, a number of people took a different view of the card, and this area is explored more fully 
in Section 9 of this report. 

just owr a momh sm m (u^wf in the 'Sviimng Poa* mJscm <ilf/or the fMck, uxln^ the 
Jretiph?m* i^v ^'as hoping to^oa i,mne w wanipnKttSAmj^, 

Th^pacivasn'ififmuchMptotter. *l€mhii*tsfiunyu/setntt It im't specific^it&a^h iherii's 

to<r nuuii ^thiruti inf<ifiNatMt. *^he found tl» carj to h o/it'tk utt^ tfifher. 

Off th9. bmfofmjom^i^f*^ ^ ^ Trammgccn&^i purttybrcim>c 

it >t«v <^t Vk Uedehr&w, caui partly beraujt^ ffhott Itod frartbH^m itsutk. 'lhtpf{fpte ^i^ete \%ty 

m^Hs^dt^ seam!SM'^ seiin hyt^v men who Hvre vety^fheiu^ andpi&amtt hut at dte md of 

'ihttyrtfiiommnded Ywk Pkic< Oppormms Cwtm but I wosiofdt ^^(^m'4 in duf n^fd m'ii^</ry> 

Ifie prdbtem was mt in ihe ^at^^i^^to lAfmihi^* target ^upi^^ die 4snterki/or-ithicfih«ife 
hem ntiaxed The varlw» cmtrsesM'hich jdw widdhm<eJ*^m 'mre ijidy^ee for petite wh^yma 
kmff'ietm uwjnpU^L Tm a bit mtff*id. tm om mi a kdf months unentpioyed mil warn to tlu 

mottierftve months. Jkt he}p fatd misfrkudty ond^i qtunlhy, hut it's the i^stm that's 

sss.'jsmmsj ' ^ ^ ^ ^ — 
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O^orgim is 38 aftd had been working as a medical recepUcmst She finished in December 199$ 
and has been hc^ln^ to get into radiogmphy. She: hemi ahentt Gateway ^trough someone 
knocMngonthedoor, She sent o^/ormoreinformafiott and received the pack Shehcdalreacfy 
tried the careers service inArmley buf she says the information waspven waswrmg. When 
the pat^ arrived she was unclear what 0<aemy was about *7hepaGk S:h*t say much aboutM>hat 
itwas about; I was unsure what ^tecardMrn for, tcmim&mpoin^ofit* Shearrof^gfindtosee 
a guidance counseltor at Airedale and Wharfedaie College, idetdfy, s^ie wanted to use the Pudsey 
centre but had to go to Harsforth 

*The counsellor, Jilt, was brilliant. She wasfiiendlyandhelpfitt, and knew what I was looking for. 
While I was there she rang the College of Health md spoke to the Admissions Tutor,* Oeorgina is 
planning to stOBi a Science Foundation Course at the Open University, and O Level Biology. She 
is hoping to start a Radiography course and possibly one in Eefiexology, *7he service should be 
more widely publicised to older people looldng for a chm^ of direction, yo^ people don't ktm 
about it It's a great scheme which points you in the right direction. ' 



Mrs L, Leeds 16 

MrsL is 45 and has been unemployed far ^[me time. She has been doir^ vohattoiywork, and 
wanted to do a course in Teaching English as a Foreign language. She saw the advert in the 
*Evening Po^' and rang the freephone for a pack. It helped Iwrflnd a mddance cen^ but she 

somewhere she was fconiliar with 

^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^ 

She chose Leeds College ofTechnology, and rang up. She found the reeepti<mist \ery 
condescending*, 'It seemed liia^ QIL was aimed (ft young people, or people with law intellf^nce, ; 
Ihe actual guidance oj^cer, M^ile 'very nice' was not aware of Gateway kfLeattHng, *She tmfy 
knew about what was ^ng on in her college, * the o0icer suggested the 7350 Teacher Mning 
course at the college, hut thiswasJulL In the end, she found details of a course in WFL atPoHc 
lane through her own inquiries ttf the local Ubrary, Tm sure <?3X is good^sme people, bm / 
di<bi V get mudt out of it * 



Quotes: 

As the pack and the card are among the main areas of investigation we have expanded on people's 
views with some quotes from this section of the interviews. We have tried to be balanced in our 
use of quotes, the fact is that very few people were positive about the pack. 
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'The pack doem't give enough information about the different centres, though it's useful in some 
ways. The plastic card isn't much use; my life is full of plastic!' 
Iain (South Leeds Centre) 

'ITiere was no concrete information in it. The centre took note of my card number, but it didfj't 
help me. It just seemed a bit bureaucratic. For their benefit, not mine. ' 
John (Leeds College of Technology) 

'I found it a bit repetitive, but at least it gave me information on where else I could go. It also 
made me feel it was an ongoing thing. ' 
Rosemary, (South Leeds) 

'It wasn't useful: there's nothing in it! The little card seemed a waste of time. The advert in the 
Evening Post told me more about Gateway to Learning. When I opened the pack I was 
disappointed; it didn't make it any more real. ' 
Brenda (not used service yet) 

'It wasn't very useful; I don't know what the card's for. Maybe people will ask me to show it 
somewhere. The phone numbers in the pack were useful though: I used that part of it. Forget the 
rest. ' 

Stephen, (Opportunities Centre) 

7 wanted more information on what Gateway was about, and what each centre provided. ' 
Richard (Seacroft) 



Commentary 

What is very clear is that many people are dissatisfied with the pack. They want more information 
on what 'Gateway' is all about, perhaps using some of the material which appeared in the Evening 
Post advertisement. More information on what each centre provides would also be of help. Adult 
guidance is not a simple concept, and many people were confused by the publicity, thinking the 
service was about training provision, rather than guidance. This could be spelt out more strongly 
through case studies. It may be appropriate for each guidance centre to explain 'what they are' - to 
market themselves and show who they are aiming at - and for this to appear instead of the symbols. 

It would be useful, in cases where potential Gateway clients are seen by providers before receiving 
the pack, for them to be shown a copy of the pack and to have it explained to them. Ideally, it 
would make sense for people to be given a pack and card at the first point of contact. 
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8. Choice of guidance centre 

An important part of Gateway is the idea of 'opening up' guidance services by giving people 
access to a much wider market of guidance providers. Accordingly, we were interested to see what 
reasons people had in choosing a particular centre. 

We presented people with a list of reasons for choosing a particular centre, and asked them to rank 
them on a five-point scale. 



Reason for choice of centre 


Very 

important 


Important 


Quite 
important 


T 

-Less 

important 


Not 

important 
at all 


The centre was the nearest and most 
convenient to me 


56 


20 


10 


9 


8 


I already knew about the fecilities there 


15 


26 


3 


27 


32 


A friend recommended the centre 


11 


12 


1 


26 


52 


Someone else recommended the centre 


19 


13 


2 


23 


46 


The centre seemed accessible and friendly 


17 


26 


2 


19 


37 



Table 7: Reason for choice of centre 



Where facilities were given as a reason for choice, they are shown in Table 8. 

Our original assumption was that most people would choose a guidance centre on the basis of the 
pack. In reality, this has not been the case, and a large proportion of people were recruited through 
outreach work, particularly in South Leeds. In other cases, such as the Opportunities Centre, 
people dropped in to what was seen as a city centre resource facility, rather than a 'Gateway to 
Learning' centre. However, this part of the questionnaire is important in indicating what people 
view as important features of a guidance centre. In only a very few cases did the pack, on its 
own, provide the means for people to make informed choices of centre. 
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important 


Tmnortant 


Quite 
important 


Less 

important 


Not 

important 
at all 


The centre had language facilities 


7 


0 


1 


2 


0 


The centre had creche facilities 


22 


0 


1 


2 


0 


Signing and brailling was available 


1 


1 


2 


1 


0 


Ail the above facilities are important, although 
not necessarily for me 


19 


11 


I 


2 


0 



Table S: Importance of guidance centre facilities 



The overwhelming majority of people ranked convenience as the most important reason for their 
choice of guidance centre. Others opted for places which they were familiar with, which also 
usually meant the centres nearest to them. Many ranked accessibility and friendliness as significant, 
but this might be a desirable attribute rather than a reason to choose a particular centre. A 
substantial number of people said that a centre should be on a good bus route and that more than 
one change of bus was expensive and discouraged journeys. Having somewhere local was clearly 
important to many, and six respondents said they would not travel to the city centre. These were 
mostly Asian women. A large number of people identified the availability of language support, 
creche, signing and braille as being very important, though not necessarily for themselves. People 
viewed these facilities as being important and signifying that the centre was 'user fnendly'. Twenty- 
two women said that the childcare facilities at a guidance centre were crucial. Seven Asian 
interviewees said that language support was important. 



Pmtf Guisdey 

Pout is 2$ md has been mi of work forit year. He w&rked at Harry Rmnsden's chip shop andwas 
made redundant, *J wasn't sur^ what to do: pos&ihlybahry, iMfO&^vmakafletmtheJob 
Cmtr» mdlrmg up the jreephom, I got the pack hut / couldn*t widermmd what itvmait 
about, J rangAiredak attd Wharfedah because H was the nearest place to me» and was on a bus 
roftte. *Ihepeopkw6re very hs^Jul but I coidd have dom with mare mJormcOion^ Pnt still not 
sure where Vm going but I feet more seif-confidenf and more aware of courses thatmtm ojer, I 
was in a dead end be/ore, and di<bt*t know where to turn: 
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Sue, JUeds 2 J 

Sue is S$ m)dha$ been worHng part-Urn in catering. Sh^ hadm hng-tem mihitims, but 
wmtted a m<mjrom altering. $he saw an adi>ertfor Vatewa^ to learning' in the window of 
TimsiaURoadeommumty centre and called in for more information. She asked about general 
in/ormafian an edu<xtticmd eoums. The pack arrived after her jdrsi interview^ so Utite of M 
seemed relevant. She wasn't sure yvhat the card was for, and didtU use it- 

ShefeU comfortable using Ttmstall Road centre because was familiar with the centre. has 
been for guidance three tones, whif^'- '-'^ludedpsycbometric testing. 7 know what / M'ant to do 
now. I want to work with clnldren or old people^ perhc^s as a ^cial needs teacher. * Siw feels 
more self confident, and more aware of her awn skills and personal qualities. Tve never gone 
anywhere wlwre I've felt so comfortable. The people at Tunstall Rocei are easy to deal with and 
^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^ 



Mariene, Leeds U 

Marine is 47 and had been worfangfor ASDA. She was made redundant and heard about 
Vateway* through enquiries at her iocailibraty^ They sent offfbr a Gateway pack fcff' her. The 
pack he^edher choose local centre^ Tunstail Hood. She was interested in opportunities to 
become a care assistant. The card was seen m useful in giving her confi<^nce and a feeling ^( 
she had a right to use the service. The people at the centre were *very, very good*. 

She was advised that there were courses for Care Assistants which included work placements. She 
has started an initial six morah course but is not entirely stai^ied Xtatewqy is very good. But the 
actual course is not well organised I wanted to get out of being at home all dc^; if everyone was 
as helpful as Wayne it would be great, * 



In the questionnaire, we asked people which would be their second choice of centre. Eight 
responded, 'somewhere in the city centre'. In other cases, particular centres were mentioned. 
These included Opportunities Centre (3), Leeds Metropolitan University (4), Park Lane (3), 
University ofLeeds(l). 

Three people said they would go to the Asha Centre, a local training and educational centre for 
Asian women, as their second choice, two mentioned Burton Road training centre, and four said 
the nearest Job Centre. Two people said they would use the Peel Street Centre in Morley. Two 
people said they would find a private guidance agency. 
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Quotes 

The following quotes illustrate clients' perceptions of guidance centres and some of the reasons for 
choosing them. 

'It's nice to have somewhere near where you live. I don't always have the money to get into the 
city centre. ' 
Paul, Beeston 

'There's a good bus service down to Tunstall Road centre: that's really important. As well as that, 
there 's a creche. I couldn't have done anything without that. ' 
Liz, Middleton 

'The centre (T unstall Road) is convenient, but I was a bit put ojf by its outside appearance. I 
thought it was an Asian centre. I wasn't sure it was for me! It was fine once I got in, and everyone 
was very friendly. I didn't want to go into the city centre; some of the places are in dodgy areas 
and I'd feel nervous. I'm not sure where the colleges are' 
Jan, Beeston 

'The most important reason was the creche, and it had been recommended to me by a woman in 
Morley Job Centre. ' 
Eileen, Morley 

7 phoned up the centre (Airedale and Wharf edale) and they sounded very friendly and helpful it 
seemed like they had time for me! I wanted a particular course, and it didn't matter how far I had 
to go to get the right information. ' 
Jill, Leeds 8. 

7 wanted somewhere that provided the right service for what I wanted; being in the city centre 
made it easy to get to (Park Lane). 
Jean, Leeds 16. 

'There's no way I would go into the city centre! It has to be near home. ' 
Rabeena, Beeston 



Commentary 

There are several different audiences served by Gateway in Leeds, and these have different needs 
from guidance centres. The first is the category of people served mainly, though not entirely, by 
the South Leeds centre, particularly long term unemployed. They need a centre which is local, and 
which, if possible, is accessible without paying for transport. At the very least, it should be on a 
bus route. The second category is a mixture of people, including the long-term unemployed, some 
of whom could be graduates or professionals or people with very few skills 
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and qualifications. A city centre facility is ideal because they know the city and it is easily reached 
by public transport. This group tends to be disproportionately male. 

The final group is those individuals who have more specific needs, who want to find a centre which 
is suited to their particular requirements for a certain course or course options. In some cases they 
have their own transport, though not in every case. Having a 'specialist' centre which is on a bus or 
train route is still important. In these cases, it is particularly important that people can make 
informed choices of what each provider of guidance can offer. 
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9. The Gateway card 

We received some very strong reactions to this section of the questionnaire. We asked more 
detailed questions about the card/voucher compared with the previous section, where we asked a 
general question about the card. We presented people with statements to which they were asked to 
respond. 

The statements were: 

1 . The Gateway to Learning card helped give me confidence in choosing a guidance centre. 

2. I wasn't sure what the card was for. 

3 . The card made me feel that I have a right to use the guidance centre. 

4. If the card was shown to give you £40-worth of guidance, equivalent to one interview, more 
people would use it. 

104 individuals responded to this part of the interview.. 

Fifteen people felt that the card had given them confidence in choosing a guidance centre, and no 
less than 73 people were not sure what it was for. Given that people do not always like to admit 
that they 'don't know' about something, this is very high. 

However, 49 people felt the card gave them a feeling that they had a right to use a guidance centre. 
A larger number felt that it didn't make any difference. It is noteworthy that a large proportion of 
Asian respondents agreed that the card gave them this sense of right. 

The statement about placing a monetary value on the card led to some interesting responses. 
Clearly, everyone who had used the service had done so without a monetary value on their card, so 
they were expressing an opinion about other people's motivation. Responses were very evenly 
balanced, with 41 people saying they thought more people would use the service, 26 individuals 
who disagreed, and 36 who simply didn't know. Some thought placing a monetary value might put 
people off. "What happens after the first interview?' several people asked. 



fm, Leeds IS 

Ion is 29 4md hctd spem four years <w 4 holiday representative. Be/ore that he had been at 
coUege, *i4ymxt^r neighbour worh at fmsU:tlf Road hmnted 
gener<d m/ormadon; I wcem't sure what I wanted * The pack and card were of use. Ian has since 
usad other guidcmce centres and the card helped Mm feel he had a right to use them. 7 did the 
JiigCdmtdU txitne up with various opilom, Vve ^hed to do a postgraduate course in 
Informadm Studies at leeds Met and the JiigCal defimtefy helped m in making thefimi 
decision Ji*s a helpful service. I got what f wanted out of it " 
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Mr At Leeds Jl J 

Mr A is 25 mdm^imUycmefiom Pakistm, Before using th& cenp-^e at Ttmtaif B^adhe had 
been ummployed fcrsom time. Bis father hadhemm interpreter, and this was the areet o/work 
he wanted to get Mo, He also wanted to da a caverse in Bus^n^ssAi&ninistratim, *The guidame 
helped me to fmd M/hml wanted ttdreacfy hiew what twant&dto do, hutdidn*tknc(» hmto^ 
about getting on a course^ ' He is starting m NVQ level 1/2 course in Business Administraticn 

He found the card to be important, 'Some people are proud k^ ha\fe the card It helps fa give 
(hem an identity, * He agreed that if gave him a feeling that he had a right to use the guidance 
centre, and he also stressed that it was importmtfor people*s future development, rather than any 
mmetcay value. 



Brendttf Chapdi AUerton 

Brenda is $S and spent much of her working tifein&ie hanking industry, Sfui leftandworkedasa 
market resewcher on a casual basis, '/sow the ad in the Evening Post and rai^^p/or^pack I 
wm interested in t^ing bookkeeping, I needed smefftingthca J could do from home. The person 
at the Phom Um mentioned Park lane, andgtm me a cmta<^ name, f didn't fittd the cardmu<^ 
use, W}^ bother if ifs onfy valid a couple of months? The pack toid me nomor^f about Gatewc^^ 
to LewTimg than the advert, Infixal the advert was better. The pack doesn't make it iound any 
more real,* Brenda hasn^t used the service yet^ hut she intends to do soon, She^j^ntndiheperseat 
on the Phone line very helpful, hut said the card was of m use. 



Andrew, Parsk^ 



Ancb'e»iSi4Smdistmentphyed He is hainng to ska-t his aivn business, mdsaavt^Mfto' 
Gaiew<^indie'E\min$Post\ Meusedihepet^hommdgotapax^ *Thecardi»,.'nedaM 
chiUm, Whcu'sthepointo/m h'sjustuhitt^phstic, the wording on the tiord is amfus^ng.* 

*l found it very yfogue on \i>hat Cateway was. The advert was tnor* useful However, the directory 
wm helpful, and } tang Airedale and Whaifedaie, t arranged to see Chris Slack, and he was 
fantastic, Btmdonif^tittformationlwasgivmatAiredeikmdWharfe ■ 
at vaticmtmrsesm business develt^mem. The service was wsrygood, iimgh<ftherpmes hke 
theMtCenh^eatPudseyweretiohgifciatV 
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Ame is 40 mid has been unemphyed She heardabaut Gateway 'some Mm a^o^butdidnoM^ 
about it. *H was Just mother nam, like the WC\ She had hem working as a st^fy tecicher but 
had heaith problems, so she save up her Job* She conta&edlMU for advice and ihey referred her 
to Airedale andWhaffedcde. She rang the Pudseyceritre but they were very vague cmd*a bit 
offhand'. Vetting through to Airedale and Wharfedale was dif^lt die end, i contacted 
someoi it knew m the Har^orth site. I then got hold of someone in die Gafeway service and 
arranged an inierview. f was told to bring my card widt me, but Tm not impressed by iL' 

'I said I was interested in literacy teaching, but they treated me as dtough itwasme that needed 
the literacy tuition. The room where I was seenwm used a$ a thoroughfare, ft wasn't persmd 
enough Ifpunditabndiscppoinnng, It fell like Svl^ are you here?', Jgotanappointmeinat 
Park Lane and diey were good and welcoming, Jhey seemed more positive and keyed inu> 
Gateway to learning, ' 



Quotes 

The following quotes serve as 'snapshot' comments on aspects of the card. 

'I'm suspicious about bits of plastic! It all seems a bit like 'big brother'. ' 
Liz, Middleton 

'The card makes you feel like you are a member of something. It's a good idea. I don't think you 
should put a monetary value on the card It could be confusing and might mean that people only 
use it once. ' 
Abu, Beeston 

The card did give me confidence in using the service, but I don't like the money idea on the card 
I now feel that my guidance counsellor is like a friend, rather than a remote professional 
Bringing money into it could weaken that. ' 
Rosemary, Beeston 

7 already felt I had a right to use the service, so why should a card make any difference? I'm 
totally disinterested in the little card Maybe some more people might use it if you put some 
monetary value on it. ' 
Jill, Leeds 8 

'Putting a cash value on the card may help people realise the value of the guidance they're 
getting'. 

George, Headingley 
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10. Coining back for more 

We asked interviewees how many times they had used the service, and why, if used more than 
once, they had 'come back for more'. The following figures are out of a total of 104. 

A total of 41 interviewees had used Gateway more than once. In nearly every case this was 
because people wanted more detailed guidance, possibly involving psychometric testing. We found 
very few examples of 'guidance junkies'! One client, who had been to Tunstall Road eight times, 
may have fallen into this category, though there were genuine issues relating to personal problems. 
Gateway counselling was part of a wider process of overcoming them 

It seemed normal and accepted, by clients and providers, for people to use the service three times at 
least. A total of 3 1 people had used the service twice, and a further four had used more than one 
guidance centre. 

In two cases people were not satisfied with the original guidance and went to a different centre. 

Two people could not make contact with their local guidance centre, and eventually went to 
another centre. 



Commentary 

It seems important that people not only have the right, but are, in appropriate circumstances, 
positively encouraged to use Gateway to Learning as often as necessary, and this should clearly 
form part of the 'contract' between provider and client. There may be isolated cases where people 
are using the service repeatedly for non-guidance-related purposes, and it should be up to the 
discretion of the provider to decide whether to refer them to another agency. What came across in 
several interviews was that people valued having the option to go back, and that guidance was a 
process, rather than a one-off event. In a number of cases we were struck by the very positive 
personal bonds between provider and client. In many cases people referred to their guidance 
counsellor by their first names, and said that they had told friends to 'go down and see Fred/IiH'. 
This degree of informality and openness is an important feature of the service, and clients value it 
very highly. 
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11. The Guidance centre 



We asked people to respond to statements about their general impressions of the particular centre 
they used, using a five-point scale. People's impressions of a centre - from making contact by 
phone or through reception, through to actual guidance counselling - are of great importance in 
presenting Gateway as a high quality, but friendly and informal, service. 

The statements were: 

1 . The centre was friendly and welcoming. 

2. The people I met understood my needs. 

3 . The centre had all the facilities it advertised in the pack. 

The overwhelming majority of people we saw either agreed or fully agreed with the statement that 
the centre was friendly and welcoming. Only five people disagreed, and in each of these cases 
special circumstances may have pertained. 

In one case, a client was interviewed in what she described as 'a corridor' with several interruptions 
and distractions. In another case, an Asian woman found the centre intimidating because of the 
presence of (Asian) men in the centre. One person found the entrance area to the guidance centre 
to be ofF-putting and unfriendly. 



Azra, Beeston 

Airawasi :setf<nq>U?yedi^ to October i992mdkis since hem at home^ wanted to th some 
sort {>f course ihat couMget tier into a better job^ possibly in conmurufyworki ifpassibie with ifx 
Asian eommmify. 

Sb^ fmxrdaUmt Gateway through the ad in 'Leeds WeeHyNem' and also by eallfrtg into TurtsK^i 
Road ter^e. She has also done assertiveness training and confidence buiiding at the centre, the 
ceritrektneart0where$heiivestmdthisisamaj<>rhe}p. 7 dimU have (o depend cn anyone 

Asareiuhof the gtddance^ Azraisdoingaoneyearbiiin^tal trainir^ course atParkiane^ 
y^hichbtchtdesOCSEs, compute)' skiih cotmsettit^and^u^fysHUs^ andworkphcemetit. Par the 
Jiitute, she i$ nme determined to do cmmnify 'work ^pos^bly eomsdUng with Asian women, it 
helps when you miderstand their needs and their culture*, 

/I/eei as thotfghrmm the right path It*sdl0icuU to get hack info things. Making the first mo^^ 
. is the mo^dij^cutt* First imf^mom are inq>ortanu People are there who wiUf^vide ^qipm 
(tndguidame^^ tmdkiipyou togofitrther,* 
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tMm 22 md has been <it home mth her ymmgd(m$ht$r 'going dmiyimttrnK 7mmte(ifo$p 
always been interested in psychology, ' 

She heard<3^oitt Gatew^ty through mad in the *Leeds WeekfyNews', There m^os m open dc^m 
7mstall Road so she went down to see what was tm offer. Bie had a brief chat with a guidance 
worker and received €t pack The card imde me feel like / bel^tged there', She w€*ft back to 
TuiistaH Road for more in-depth guidance, 'It's m a bus roit^ so if$ easy to get there. Jhe 
creche facilities were good It would be no goodfor me without thau* 

She found the biformaaon she needed: ^Everyone was very helpful; I was told what courses were 

Uz is starting a Mature A ccess Course at Park lane, and then hopes to go an to a psychology m 
degree course at Leeds University, Eventually, she wants lobeu profes^arxd psychohg^stt 
possibly in social services. 

For thejuture, she JXQs she needsjinancialsu^^rt to do her course, ^xnd the cert 
childcare is available. She has already recommeruied Oateway to her Jriem and to her 
boyfrienc^s mother, Tm glad Gateway's there. If if wasn't Vdbe stuck at home doing nothing. 
It's given me the o^rtunity to do what I ahvays wanted to do, ' 
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12. The Guidance 

We were interested in people's feelings about the actual guidance they received, whether or not 
they felt the guidance was impartial, and also whether or not the guidance helped them to become 
more aware of their own abilities and skills. 

We asked people to respond on a five point scale to the following statements: 

1 . The giaidance helped me make my own choice about jobs, education, and training opportunities. 

2. The guidance session helped me to become more aware of my abilities, skills, and needs. 

3. The guidance left me free to choose where I wanted to go. 

We analysed these results on a centre-by-centre basis. It should be noted that these figures, and 
those below where a centre-based analysis is used, should be treated with caution since the nature 
of the client base varies substantially between different centres. Tunstall Road tends to have a more 
homogeneous client base than, say, the Opportunities Centre. This is further complicated by the 
nature of the survey, whereby a large number of Tunstall Road clients were seen, but only small 
numbers from elsewhere (for example, none from the Opportunities Centre and five from Leeds 
Metropolitan University). These figures would, at the early stages of our research, have been 
proportionate to the number of clients using each centre. However, by March 1994, this was no 
longer the case as Gateway provision had become better established at various centres in Leeds. 

A total of 100 interviewees responded to some or all of the questions. Out of these, only 1 1 people 
felt that the guidance had not helped them to make their own choice on jobs, education or training. 
This breaks down to Tunstall Road (5), Park Lane (1), Leeds Metropolitan University (1), 
Opportunities Centre (3) and Thomas Danby (1). Five were not sure, ail from Tunstall Road. A 
total of 84 said the guidance was helpful in making choices, based on figures for Tunstall Road 
(53), Opportunities Centre (8), Thomas Danby (2), LCT (2), Uriversity (1), LMU (5), JTS (1), 
Jacob Kramer (1), Park Lane (1). 

The next statement, which asked if guidance helped individuals become more aware ' ''their own 
skills and needs, should be treated with some caution. Several Gateway clients used service for 
a very simple end such as information on a specific course, etc. In other words, a full guidance 
service was not appropriate, and it is thus irrelevant to ask people if they become more aware of 
their skills and needs, or, as we note later, whether their confidence was boosted. Nonetheless, 63 
people did find that guidance made them more aware of their 'skills, abilities and needs'. This 
breaks down to Tunstall Road (47), Park Lane (3), Airedale and Wharfedale (5), University (1), 
Leeds Metropolitan University (2), Leeds College of Technology (1), Jacob Kramer College (1), 
and the Opportunities Centre (3). 

The overwhelming majority of people (85%) who responded to the question on whether the 
guidance left them free to choose options responded in the affirmative. Only 9% responded 
negatively and 6% were not sure. 
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NaelleedsU 

Hoel 47, has b&m out &/ work for tim, after working m a ^mrity officer^ Be heard itkout 
Qateway because jRab Wood Jhom funstail Road gave him a leaflet in the street. 

Me hai used the service twice and is sfiU in the process {^getting guidance and ideniij^ing where 
he wmis to go in thefitture, ^They've still not got enough out ofmel I'm linking of possible 
hospital work, like portering. The service is very informatfve. It's better than the Job Club which 
is very specukitive. Everyone is very frietuilyarui helpful lipvesyouanideaof-whatyotts^ 

^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^ 



Commentary 

There were only a small number of instances where we formed the impression that people were 
being guided in a direction in which they did not necessarily want to go. There was some evidence 
that providers were still favouring their own training and educational provision, and it is certainly 
not easy for guidance officers in a particular centre to be totally objective. They were inevitably 
most familiar with their own provision, especially in the early stages of Gateway. In several cases 
people went along to a guidance centre expecting to be told what the particular provision was at 
that centre, rather than any others. The concept of an 'open market' in guidance, with objective 
advice, is quite difficult to achieve in practice. The more providers become familiar with Gateway, 
the more it should become the norm for a provider to tell clients, for example, that 'here is the 
range of courses on offer in the area you are interested in... we run this particular course, but 
colleges X and Y do something similar.' 

Some clients deliberately chose a centre which they saw as being 'objective', ie which did not offer 
any courses of their own, in order to get a full picture of what was on offer in Leeds. 

The results of the question about whether Gateway helped people become more aware of their 
skills and needs should be welcomed by Gateway agencies. A large number of people clearly feel 
that they are becoming more self-aware as a result of guidance, particularly people with few if any 
educational or professional qualifications 
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13. Before and after Guidance 

We asked questions about what people were doing before they sought guidance, and what they 
were now doing, or planning to do in the near future. We wanted to see if the guidance in any way 
changed people's ambitions, and also, on a very practical level, to see whether people progressed to 
some form of course, work, or other activity as a result of the guidance. However, it must be 
stressed that, for a large number of people, it is wrong to expect instant results from one guidance 
interview. The actual interview is often part of a process by which people develop self-confidence 
and a clear idea of where they want to go in their lives. We were therefore surprised at how many 
people did took up courses as a direct result of their Gateway interview. It is impossible to tabulate 
most of these results, but we have used extensive quotes and case studies to illustrate the main 
findings. 



Ghmvfos unemployed, *<hmgmihing\ Shehcuiprmmt^^domclenmlworkandhadBSA t 
ami 2 Typing, CJAJTJ mdUSA word processing t The lack o/childccer^ was a major horrid. 
She saw puhUdty for Gateway at the Coop, cmd made an cppdmtmeni She was interested in 
cmimsm infarmatim techtrnti^andadvanced wordproc^f-sing, 

*2jttsiwar(tedpracti(xtlinf<nmaeonandtha'swhatXgo i*m now daingClAfT 2 miW Z at 
BmimJload It helped me pidihe information / wanted; I couldn't get U anywhere else. I'm 
sure iAherp&^k wouldjindit wsejul Pduse the creche facmttes if the Ktds wera younger; 
yntalfor mms withyomg kids. The cmtrses have helpedget me <mt ofi&te home attdl*m meeting 
new peoph. It shows you^ve been doing something when yoit see prospective employers. ' 



George^ HemUngley 

(ktfrge, 2<f, had recently grachtated with aBA inphilost^hy, He wants to th a follows ctwrse, 
possibly oaMSC, or PGCB starting in September jm, Besiguedtmwhenhefinis^dhis 
degree^ and had a Restart interview which suggested Oateway to Learning, He got a pack 0tt-^gh 
the post and chose the university guidance centre. He found the card andpas^ useful the card 
made Him feel Uke he had a right to use the service free of charge. 

He took the psychometric tes^andfouod the service at the university he^fiil *It'sagradual 
thinking process. It helps to talk through the mri^ms cptions withmmeime who is professionally 
trained a very &)od idea opening up careers guidance for free,* 
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Out of the total sample of 110 who had used the service, we found that 89 people were doing 
something different following their guidance session. This reflects well on the quality of guidance 
that people were given, and on the enthusiasm of the clients themselves to take up opportunities. 
Of the 3 1 who are not doing anything different, several are still using the guidance service and 
others are actively seeking new opportunities. Thirteen people said they were still looking at 
options and opportunities. 

The 89 individuals who are doing something different are not, in every case, involved in a new 
activity as a direct result of Gateway. It would, however, be fair to say that Gateway has probably 
been part of the process by which people have taken up new opportunities recently. We estimate 
that at least three-quarters of those doing something different have taken up opportunities in the 
short term as a direct result of Gateway to Learning. 



Commentary 

An important outcome of guidance has been the change in some individuals' own perceived needs. 
Gateway to Learning has clearly been invaluable to many people who are 'looking for a change of 
direction' but don't know where to go for support. A Gateway interview may not in itself lead to an 
immediate outcome but it can give people the confidence to think that 'I don't have to do this all my 
life!'. 

Another important feature of Gateway for some people we interviewed was the availability of 
childcare at the interview itself, and the information that many colleges and training centres had 
facilities for children. A number of mothers assumed that, until their children were much older, 
they were stuck at home. For several, there was a real sense of liberation or 'empowerment' in 
knowing that they had options in their lives beyond being at home all the time. 

Several of these cases are referred to in in the case studies. 
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14. Clients' feelings after guidance 

Most people reported very positive feelings following their guidance session, though there were 
some less than positive experiences, such as John's, below. 



liiBKiBi^BiiiiHiiB^BH 

Johi is 49 and has Marked in the iransport iftdustfy. <wr a mamger md then as a cotmltmt^ for 
most of his life. His consultancy work suffered in the last few years dmngthe recession md he 
sought heip to it7q>rove his career ehcmces. Hehadaiready tried the Careers S&rvice, Job Centre^ 
and professional guukmce agencies. They weren't much heip, t did the p^hometric tests and 
that confirmed f was in the right area of work 'He contacted Leeds TBI: who told him titbout 
Gateway and^ggested the Opportunities Centre* 

He wm to the Centre whtch referred him too training and business centre, *There could have 
been mmi detailed guidance, U was mainly motivati<mal Pm already motivatedf* John had a 
sense that he wasn't in the ri^t place. 7tfelt like people were saving ^at amyoudoing here?' 
The centre seemed more for unskilled and j^misfalled people, rather fftan everyone, including 
managerial backgrounds/ The pack and card arrived after his interview, 'She card didn'i man 
much Itwasalt a bit vague. I cmry it around with me though ' 

Ji^'sestperience With tlie training and busfaess centre has been very mixed *Ihey don't seem to 
be e^ippedwidf labour market irformaticn; they aren't going out to industry to see what they 
want It's ^ old 'tick* iiyndrame, the tmmbers game. I'm <me of i^eir numbers. It seems mainly 
aimedmyoung people wieh law level skills, not for older, more 'difficult' pecple tike met 

John was sent to Sidestep, a commututyfibn and photogrc^hy project, on a vottmary basis. He 
has been helping Sidestep with a marketing strategy and ftmd raising, wider the CmtmurU^ 
Action programme* 'People in my category, professional and managerial, aren't being catered 
for. The people at the training centre are well-meantng but not equipped far the Itkesttfme. 
there should he some sort of umbrella organisation for people inmypositim I know there^s ^ 
execu&vejob clubs hut they are not much ttse. Surely there must be a sizeable tmtrketfor 
guidance <ffpeople in managerial and professional positions who have lost the^way. There must 
be hundreds from British Coal cdone. ' 



People were asked three questions about how they felt now, after the guidant e. We wanted to see 
whether the service had improved people's confidence, and helped them to become more aware of 
their abilities and potential. We broke the responses down on a centre-by-centre basis, but caution 
in interpreting these results is needed. In several cases people had very precise enquiries and were 
looking for simple information, rather than 'guidance' as such. Thus, if someone disagreed that 
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their use of Gateway had made them any more self-confident, we should not necessarily take this as 
a negative response. On the other hand, it is a positive development for those who did say that the 
service improved their self-confidence. Several people who had a fiill guidance interview also said 
that they were already quite self-confident in the first place. 

Responses were ranked on a five-point scale. The actual statements were: 

1 . I am now more self-confident. 

2. I am more aware of my own skills and personal qualities. 

3. I am more aware of my educational and employment potential. 

a) Self-confidence 

A total of 21 people disagreed or strongly disagreed that they were any more self-confident, and 1 1 
were not sure. However, 67 people agreed or fully agreed that they did feel more self confident. 
This breaks down to Airedale and Wharfedale (6); Park Lane (3); South Leeds (52); Opportunities 
Centre (3); Leeds Metropolitan University (2); Leeds College of Technology (1). 



GrmmefMMeton 

*Before Ca^ay? Iwasfoeling sorry for myself* Vd heensiixman^ unemployed and wasiUeraHy 
suicuiai, I/it\M;m'tfotGate¥>qyrdbe4kadmw, Hmest* 

Graeme heard fibm^ Gateway through the Job Chth^ and v>ent to Tvmtdl Boad and saw Jh?lJ^* 
Tdm> idea what I yvanted really. We had a chat and I went amry and got ^ pack in the post, 
the card attowsnm to go to any training <!enfr^ lit Leeds anduse their services ^ee,* ftmuM 
Hoadisagoodplace, At Burton Road they treat you tike a fad Theserynpeisuse^ifarp^cpiein 
genial: itgivesyou confidence,' 

<3raeme ^dtheJ^igCaf^*som of the things amazed mel\ Graeme is hqphig to start as4X 
residsn(t<Utx!fv assistant and then go to college in September, 'rmgomgiodoanticcesscoum 
andfM>Jt^ursing. / wouldn't luxve thought ^doing catydting h^of^; if it wasn^f/or Gat^wctyl 
wotdeh'^t have had confidence. Recommend it? 1 already haveP 



b) Awareness of own skills and personal qualities 

Twenty-one people disagreed or strongly disagreed that they were any more aware of their skills 
and personal qualities as a result of guidance, and 12 were not sure. A total of 66 agreed or fully 
agreed that they were more aware after guidance. This breaks down as Airedale and Wharfjdale 
(6); Park Lane (3); South Leeds (50); Thomas Danby (1); Jacob Kramer (1), Leeds Metropolitan 
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Lionel is 34 met had been out of work for some months before hearing of Gateway. Previously, he 
/ml worked m Saks Engineering. Teopie assumed I was too old i<^ptiedforlou0fjobs;lwas 
lost} But it was other people who had lost me, ' 

In the endl looked in the phone book, under 'Careers artd Trcdmng^md saw the Opporttmliies 
Centre. I mng them up and arranged to see Forsyth. What I wanted Mm someone who wuld 
guide me through the right doorwcrys. i had vague ideas for re*fraimngi / alread(yh<m a broad 
knowledge in sales and technical areas, but / knew I meded keyboca^d and eomputing sMlh * 

Lionel went to ihe (^pportumties Centre, pleased with the encouraging rei^nse he had hadfivm 
the *7he card gave we confidence in knowing thcaJl had somewhere to go; it makes you feel 
Ukeyou want to use the service, and have a right to. ' Me found ihe reception area at YarkFlace 
lx> he unwelcoming, The entrance area is qff^-putting^. However, ihe people were helpful md 
Lionel has slatted a WQ Business Admimstration course, *l have devel(^jed awareness ofsldlh I 
SdnU know i had, i never knew l*d be able to team to typeV 

Ha amount of doors openedio me is now muchgreater. There are lots of avenues, Pvegot a tot 
more cot^tdence now. * 



c) Awareness of educational and employment potential 

Nineteen people disagreed or strongly disagreed that they were any more aware of their educational 
and employment potential as a result of guidance, and 1 1 were not sure. Sixty five individuals said 
they were more aware of their potential. This breaks down as follows: Airedale and Wharfedale 
(6); Park Lane (3); Opportunities Centre (3); South Leeds (48); Leeds College of Technology (1); 
Leeds Metropolitan University (1); Thomas Danby (1); Jacob Kramer (1). 



Commentary 

These are clearly very encouraging results, particularly when one bears in mind that many Gateway 
clients were not using the service for in-depth guidance, but simply wanted access to information. 
As we have stressed, those people who responded negatively to the statements about becoming 
more self-confident or more aware of skills, abilities and education or employment opportunities 
were not necessarily criticising the guidance which they had received. The most significant figures 
are for those who responded positively. Gateway has made a difference to many people's self- 
confidence, their awareness of their own skills and abilities, and their educational and employment 
potential. 
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15. Future guidance needs 

Eighty eight people said they might need guidance services in the future, and 78 said they would go 
back to the same place. Only 18 said they definitely did not need further guidance. Some said they 
might go to a more specialised centre, which included: LeedsUniversity/Leeds Metropolitan 
University (6); Careers (1); colleges (2); Chamber of Commerce (1) and libraries (1). Four people 
wanted to go somewhere else, but were not sure where. 

When asked what other support, apart fi-om guidance, people needed, eight said they required 
further information on finance or grants to do courses. Four people specified childcare (and one 
'peace and quiet'!). Three people wanted further information on entry requirements for college 
courses, one needed help with her CV and two wanted 'general support' in getting to college or 
university. 

Commentary 

Although many people clearly regard Gateway as a process rather than a 'one off event, the 
numbers who are progressing from what may be a non-specialist centre to one with more targeted 
and specialised facilities seems low. It was clear that many people wanted to stay with the same 
guidance centre once they had overcome the initial hurdle of 'getting in through the door*. While it 
will certainly be appropriate for many people to continue the guidance process at the same centre 
and with the same counsellor, it might be appropriate for other people to be encouraged to move 
on (eg fi-om Tunstall Road or the Opportunities Centre to Leeds Metropolitan University or the 
University of Leeds). Several people who had been guided towards a particular college course 
were still very unsure about the availability of grants and other financial support, including how 
their benefit would be affected by doing a part-time course. 
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16. Recommendations and other general comments from users 

Most people we spoke to said they would recommend 'Gateway' to friends and neighbours. 
Several already had. In the South Leeds sample there was a very high level of enthusiasm. When 
asked how they would tell friends to get in touch, a large number suggested calling in at the centre 
(as opposed to phoning). This again suggests that a locally-based centre has major benefits. 

We also received several general, unprompted, comments from clients, some of which are quoted in 
the case studies. 

'Everyone at Airedale and Wharf edale was very helpful. But I got the impression the person at the 
college was not being kept informed about what was happening, and the Job Centre knew nothing 
about it: they described it as 'an outside thing'! There seems an enormous breakdown in 
communication. The wallet seems a waste of time. I don't know who should fill in what!' 
Ken, Pudsey 

'It's very helpful. It should continue, and be a natiotiwide scheme open to everyone. There are 
lots of unemployed people around with nothing to do. ' 
Rabeena, Leeds 11 

'The centre is handy, and the service is free. The creche is a big help too. ' 
Jean, Leeds 11 

'It's a damn good idea to 'go back' into education. You have a totally different attitude; education 
was wasted on me! Gateway helped me make the move... '. 
Liz, Middleton 

'It's given me a broader outlook. I want to be useful in the community. I'm interested in doing 
some part-time work with volunt ary groups. ' 
Ian, Leeds 11 

7 found it very useful. The free creche facilities are a big help, including being able to use the 
creche when you come down for the interview. ' 
Sandra, Leeds 11 

'If it wasn't for Gateway to Learning I'd be dead now! I came very close. . . ' 
G. Leeds 11 

'The JiigCal was useful. It confirmed that I was already on the right track. I need more formal 
training to get where I want to be, and the service is helping me with that. ' 
Alison, Leeds 16 
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17. Our recommendations 

It is our view that Gateway to Learning is providing a valuable, and valued, service to many people 
in Leeds. Our recommendations are as follows: 



Target groups and markets 

While a less rigid approach is now being taken towards 'target groups', it seems important to have a 
clear idea of whom Gateway is aimed at. We found several distinct markets, but by far the biggest 
was long-term unemployed people, as a general category. This may appear surprising in view of 
the considerable resources already directed at this group through various government projects. 
However, Gateway's informal and non-compulsory nature clearly proved very attractive to many 
long-term unemployed people. Within this large category, particular consideration needs to be 
given to people with special needs, including those with learning difficulties and people with 
professional and managerial skills. 

Another important group, for whom we feel inadequate attention is being given, are people in low- 
paid part-time jobs. In many cases they get little training or support from their employer, and, in 
many ways, they are in a similar position to many long-term unemployed. Gateway could be 
extremely helpful to them. 

Gateway is proving of assistance to Asian people, though there is a need for more information in 
Asian languages. 

Gateway appeared to be of less use to individual people facing redundancy, for whom co-ordinated 
support through employers was available. However, Gateway could be of assistance if the service 
co-ordinated its work with the Recession Task Force and employers. 

Recommendation J 

Gateway should continue to have long-term unemployed people as its main target 
group, and the specific needs of groups within this category, including people with 
learning difficulties, professional and managerial clients, and Asian people should 
he specifically addressed The needs of low-paid, possibly part-time, individuals 
should be catered for. 



Publicity about Gateway 

Our research shows that it is important to maintain a flow of information about Gateway. The 
service is still relatively new and many statutory agencies are unclear about it, as well as potential 
clients. For the latter, a rolling programme of advertisements in the local press would be desirable, 
with briefcase studies to allow people to identify with existing Gateway users. 
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Many people are getting information about Gateway through colleges, community centres and Job 
Centres. We would support the efforts being made to keep statf in such agencies fully briefed on 
Gateway, with regular flows of information and publicity. A Gateway magazine, aimed at existing 
and potential users, is suggested in the recommendations related to 'keeping track of users' below. 

It might be worth designing a new poster, showing pictures of people who have used the service, 
backed up by suitable quotes. Finally, we would confirm the value of outreach work. If this is not 
done, many people who could benefit from Gateway will miss the opportunity; there would be a 
real danger that people using Gateway could dwindle to those who have the knowledge, skills, and 
levels of articulacy to seek guidance anyway. 

Recommendation 2 

Gateway needs a regular flow of publicity both for clients and statutory and 
community agencies in Leeds. Publicity aimed at potential clients should be clear, 
and allow people to relate to it in terms of their own experience and needs. 
Outreach work should be an important part of providers' briefs. 

Many people who could be deemed to be most in need will not always respond to a press 
advertisement or a Job Centre suggestion. Talking to people directly is often the most effective 
means of contact. This can be achieved by street-comer leafleting, open days at centres, and by a 
Gateway presence at community events and festivals. 



The Information Pack 

There are clearly a number of difficulties with the pack arising from clients' comments. Many 
people told us they found it to be of little use, and some described it as a waste of money. We 
think it is important that Gateway has a clear, well-produced information pack which people \^dll 
value and find useful. We are aware of the amount of work and consultation which went into the 
original pack, but we recommend strongly another approach to marketing. It would be appropriate 
to involve Gateway clients in this process, together with Gateway providers. 

The lesson of the very popular advertisements in the Evening Post is that people like being able to 
identify with people in a similar position to themselves. A few case studies could usefully form part 
of the pack material. Information on the guidance centres should also be looked at again. While 
retaining the principle that every guidance centre should be open to all (acknowledging the special 
circumstances at South Leeds, which we address below), each centre should be able to make a 
short statement about what they see as their strong points. At present, people do not have the 
information they need to make any informed decision about choice of guidance centre. 

A review of methods of distributing the pack should be carried out. If someone turns up at a 
guidance centre, at the very least, they should be shown a pack and told that one v^ll arrive in the 
post shortly. Aspects of the pack, including the card, should be fully explained. It would be 
preferable to the client and, we suspect, to the provider for the pack to be given there and then, 
with the TEC notified that one has been issued. 
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Recommendation 3 

A re-design of the pack is necessary in order to address criticisms that it does not 
explain adequately what Gateway is about. Gateway users and providers should be 
involved in a small project group to prepare a re-designed draft. 

Recommendation 4 

The method of distributing the pack should be re-assessed, so that clients get the 
information as soon as they make contact with the service, whether by freephone, 
or by turning up at a guidance centre. 

We address the partic ular problems with the card/voucher below. We think a card of some form 
should be a part of the pack, but this also needs re-thinking. 



The Gateway CardA^oucher 

It should be clear from the relevant section of the report that there was considerable confusion 
about the card. This needs to be addressed as part of a re-evaluation of the information pack. 

Despite the very mixed feelings about the card, we are of the view that some form of Gateway card 
could be beneficial. Enough people found it to be of use to justify its retention in some form. 
Quite a number of interviewees felt it did give them a sense that they had a 'right' to use a centre. 
On the other hand, it is worth thinking how the critical comments about the card can be addressed, 
if at all. To several people it did not appear to mean or say anything to them. Possibly a very 
short, simple statement on the card about Gateway could help, as well as the person's name, 
address and Gateway number. The freephone number would also be valuable. We found the 
expiry date printed on the card deterred some people from making full use of the card, and there 
was little evidence that putting a monetary value on it would increase usage. The card could 
become part of a marketing campaign for Gateway, with the card becoming synonymous with being 
in the 'Gateway club' which gives the holder free access to guidance facilities in Leeds. Seeing 
Gateway as some sort of city-wide club, with the card as the proof of membership may be a 
positive step forward for the service. 

The above comments are, to an extent, separate from consideration of the 'voucher* aspect of 
Gateway. Redemption of Gateway 'vouchers' appears to us to be essentially an internal issue so 
long as the intention is to provide a service free to the user. Presentation of the card is certainly 
beneficial in enabling quick access of a client's file, though this could be done with the person's 
name. Seeing the card as being imbued with some semi-mystical quality which supposedly 
'empowers' people in an abstract way is not helpful to users of the service, or to providers. 

Recommendation S 

The card should be reconsidered as part of a review of the Gateway pack, with the 
aim of making the card a more tangible part of the service. A small amount of 
additional information, including a freephone contact, should be on the card. The 
expiry date should be dispensed with. 
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People's perceptions of guidance centres is extremely important. Most people chose a centre which 
was near to them, in a locality which they felt familiar with. Some people were resistant to going 
into the city centre at all. However, while location and accessibility are important, so is a friendly 
and welcoming atmosphere at the centre. This is far from being just a responsibility of the guidance 
counsellor. It is just as important to have friendly and sympathetic reception staff. Usually, these 
will be the first point of contact. A bad impression on the phone, or having to wait while a 
receptionist does something else, creates a bad impression. Our experience of ringing round the 
original fifteen guidance centres was far from being positive. Only two out of fifteen centres were 
able to deal with an immediate enquiry. The rest either did not answer the phone, replied that 'the 
person you want is out' or there was an answering machine. A lot of Gateway clients do not have 
phones, so it is not possible for them to be rung back. If our experience were repeated, it would be 
reasonable to assume that large numbers of potential Gateway clients were being put off simply 
because they could not get through to a guidance centre. 

The crucial importance of childcare at each guidance centre was confirmed by our research. The 
availability of Asian language speakers was also important. Whilst very few people we spoke to 
said that they had problems with physical accessibility, the requirement to have centres which are 
genuinely accessible is regarded as important by a wide range of clients. This factor, together with 
childcare and language support, is seen by clients as adding to the user fiiendly nature of the 
service. 

Recommendation 6 

Future development of Gateway centres should aim at providing an even 
geographical spread around the city, with most attention directed at areas of 
highest levels of unemployment. Centres should be easily accessible by public 
transport. 

Recommendation 7 

Regular reviews of 'customer care' should be made of each guidance centre, both 
by centres themselves and by the TEC. This should cover times taken to answer the 
phone, staff skills in customer care and the physical appearance of reception areas 
and the rooms in which the guidance sessions are held. 

Recommendation 8 

If a centre advertises itself as being open for a particular period of the day, there 
should always be someone able to answer calls and make appointments during that 
period. 

Recommendation 9 

Childcare facilities should be available at all local guidance centres, and a 
substantial number of city centre providers. Language support and good access 
for physically disabled people should be available at key Gateway centres. 
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for physically disabled people should be available at key Gateway centres. 
Guidance provision 

We have no strong recommendation to make on the actual guidance provided; to a large extent this 
is being covered by other agencies who are evaluating the pilot pmject. However, our impression 
was that the quality of guidance being given to people was of ^^gh standard and that most people 
were satisfied with the service they had received. Many people wanted practical information about 
grants for doing courses and childcare arrangements, which were not fiilly available at the time of 
our research. The newly-published guide to grants in Leeds will fill this gap and should be an 
important part of the service. 

Keeping track of clients - and keeping them informed 

The initial emphasis of Gateway has been to build up a solid base of clients. Over the coming 
months it will be important to keep track of people who have used the service, as well as those who 
have entered the system but not taken up Gateway. Part of the 'club' approach, suggested above, 
could include a city-wide Gateway magazine, which includes information on different centres, and 
other related facilities, which could be aimed at existing and potential Gateway members. Some 
individual follow-up should also be appropriate, and this would depend largely on the judgement of 
particular providers. Some people will be able to make their own way, whilst others may falter if 
they do not have a stronger back-up. 

Recommendation 10 

Resources should be made available for a city-wide Gateway magazine, aimed at 
existing and potential users. 

Recommendation 11 

Providers should identify clients who may need follow-up, and on-going support.. 
This may require staff resources devoted to such client support. 
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